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ABSTRACT

This research project analyzed the current operations of the New Hampshire enhanced
911 system as compared to the original design concept. The purpose of the project was
to determine if the current system is operating in accordance with the original concept,
and if not, to recommend changes to the system.

This research employed both historical and evaluative research to (8) determine if the
system isin compliance with the origind concept which established the program, (b)
assess Whether the system is operating in compliance with state law, (¢) evauate whether
public safety officids in the state are familiar with and agreeable to the current operations
of the system, and (d) recommend changesin a historical context to correct any areas of
dispute.

The mgor findings of this research were that the current operations of the E-911
systemin New Hampshire do not comply with the origina plans for the sysem, and are
contrary to the state law. In addition, public safety officias throughout the sate have
negative opinions towards the E-911 system.

The recommendations resulting from this project included (@) that the E-911 system
follow state law and cease call coding and medicd digpatch functions, (b) the system
should provide automatic addressing information to local dispatch centers, (c) the system
should begin a communications process with public safety officids to reach consensus
on the operation of the E-911 system, and (d) to propose adminigtrative rules within the

date law to outline the operations of the system.
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INTRODUCTION

In 1991, the New Hampshire Legidature created a study committee to investigate the
possibility of establishing an enhanced 911 system in the sate. This committee had the
respongibility of investigating dl aspects of the E-911 system, and to report back with
recommendations.

This committee met and promulgeated a document entitted NH Enhanced 911 Technical
Report. This document was used as guidance by the legidature and others when the
Enhanced 911 system Act (NH Revised Statute Annotated [RSA] 106-H) was drafted and
passed in 1992.

This act established the adminigtration and funding for the enhanced 911 systemin
New Hampshire. The technical committee report (1992) was to be used as guidance for
the system establishment and operations. This law includes the establishment of an
advisory board, funding mechanism, and overal 911 system adminigration as a Sate
agency. Thelegidativeintent of this system is stated in RSA 106-H:1 and States:

“The Generd Court of the State of New Hampshire declares that the
interest of the stat€'s citizens will be served by a coordinated statewide
enhanced 911 system, utilizing 911 as the primary emergency telephone
number.”

The problem which prompted this research project is that the enhanced 911 system

within the state has seemed to transform from what was intended.



In addition, to evauate whether the system in existence today is what the legidature and
public safety officias envisoned when the system was established Six years ago.

The purpose of this research was to andyze the current state of the enhanced 911
system in New Hampshire as compared to the origina guiding document (E-911
Technica Report, 1992), state statute (RSA 106-H), and vison of public safety officids.
In conducting this research, historical and evauative research methods were used to
answer the following questions :

1. Isthe enhanced 911 system in New Hampshire operating in accordance with the
technica committee report ?

2. Isthe enhanced 911 system in New Hampshire operating in accordance with
date law?

3. Arepublic sefety officids familiar with and in agreement with the current date
of the enhanced 911 system?

4. Arethere any changesthat could be made to the current system?



BACKGROUND AND SIGNIFICANCE

The process of providing enhanced 911 capability began in New Hampshire in 1991.
During thistime, the theory that E-911 would prove beneficia to the public was accepted
by thelegidature. Given the politica climate and operationa specifics of each public
safety agency, astudy committee was formed to investigate how erhanced 911 would be
provided to the citizens of New Hampshire,

The committee paid particular attention to the operationa concerns of public safety
agencies throughout the state. This committee decided that to serve the public in a cost
effective manner, that only one central location would be used to answer 911 calls.
These cdlswould then be immediately transferred, without intervention, to the loca
emergency response agency (E-911 Technicad Report, 1992). This proposa was
accepted by public safety officds aswell asthe legidature.

The technical committee also reported that “turf” issues would be avoided because the
911 center would not function as adispatch center. In 1997, the state Bureau of
Emergency Communications, which operates the E-911 system, began a process by
which they would begin coding emergency cals. This plan was specific towards
emergency medicd calls and emergency medicd dispaich (EMD).

The cal coding concept is based upon a continuum of care as part of an overdl EMS
sysem. Cdl coding is part of an overdl emergency medica dispatch operation in which

resources are dispatch depending upon the leve of care required (Zeller/Y ameen, 1992).



The concept and operations take place within the overal guidelines of the loca
emergency medicd care system.

The evolution of the New Hampshire E-911 system presents a problem for thefire
savicein this state. Autonomous dispatch centers and operations must now rely on a
centralized dispatch agency on dl 911 medical cdls. This presents achdlengeto fire
agencies that may include changesto operations aswell as liability exposure.

Dueto this change, and the possible impact upon the fire service agencies within the
State of New Hampshire, this research project anadyzed the current state of the E-911
system. Impacts, if any, are noted and discussed. Thisissueis of paramount importance
to agencies within the state. Theissueis relevant to the Advanced Leadership Issuesin
Emergency Medical Services course in that the enhanced 911 system isthe key issue
among fire service personnd and executives of New Hampshire a this point in time.
Evauation of the current 911 system presents leadership issues that are a times complex

but are easily identified and dedlt with due to information gained in the course.



LITERATURE REVIEW

The literature review provided important background information related to the generd
concepts of enhanced 911 and medicd digpatch. Specific information was found relaing
to the proposa for the establishment of an E-911 system in New Hampshire aswell asthe
programs current operations.

Enhanced 911

Enhanced 911 is an operation by which a universaly recognized number (911) can be
used to summon emergency services viateephone. The enhanced featureis that address
and other information is displayed on a screen in the cal taking area without assistance
from the cdler. Thisinformation is helpful in that it can point out the location of the
caller, even when the person is unable to speak (Holt,1991).

In 1989, Rhode Idand became the first state to incorporate enhanced 911 on a
dsatewide basis. The system was established to assist palice, fire, and EMS agencies, not
to replace any of their operations, according to Director Glenn Parillo (Holt, 1990). The
Rhode Idand system has a single answering point whereby emergency cdlsare
transferred to loca agencies. No dispatching operations are performed from this location.
This unique characteristic helped to sl the program as well as ensure it’s success
(Holt,1990). The enhanced number (911) increased speed, while dispatch policy resides

with the local community, according to Holt (1990).



A primary condderation when planning an enhanced 911 system is whether or not to
make it part of the overdl dispatch program. The more E-911 departs from being a name
and address data file, the more it becomes incorporated into computer aided digpatch
(CAD). CAD sygemsare an integrd part of an overdl information management system.
Locd dispatching can be enhanced when the capability of E-911 and CAD are joined a
the dispatch center (Morentz,1994).

New Hampshire Enhanced 911

In 1991, the New Hampshire legidature created a study committee to review the
feashility of agatewide E-911 system. This committee conssted of representatives of
public safety agencies, as wdl as technical experts from various telephone companies and
agencies. This committee prepared a document for presentation to the legidature and
others that would be used as a guide to establish the E-911 system in the Sate (E-911
Technical Report,1992).

Thetechnica report included relevant information related to the feasibility of
establishing an enhanced 911 system on a statewide basis. The committee decided to use
Rhode Idand as amodd astheir system was the only statewide one in the country.
According to the technica report, the Rhode Idand system was desirable in a number of
ways. These included the fact that local control issues were minimized since the
answering point did not act as a digpatch center, and the 911 operator stays on the phone

but does not intervene unless directed (E-911 Technical Report, 1992).



The technical report (1992) and members of the committee recognized that jurisdictions
differed in the way services are dispatched and deployed. Accordingly, the committee
fdt that the statewide system should act only as ardlay point and not a dispatch center
(E-911 Technica Report,1992).

The recommendations of the technical committee were presented to the legidature,
who in turn enacted the E-911 dtatute . This new statute (RSA 106-H) defines the system
as an answering point and transfer mechanism for emergency cals within the state (RSA-
106-H:2,1992). Any changes made to the system would aso have to go through the rule
making process as provided for in the law (RSA 106-H:7,1992). According to the
technica report (1992), al aspects of the system would be designed and maintained in
accordance with the committee recommendations as presented to the legidature. These
recommendations included technica aswell as operational aspects of the system. A key
component to the system as well as the statute was that the state would provide
monitoring screensto al dispatch centersin the state to show red time information about
thecdl. Thisinformation would be tranferred at the sametime asthecal .

In 1997, the New Hampshire Bureau of Emergency Communications began
implementation of acal coding syssem for dl 911 medicd cdls. This sysem works by
having 911 employees determine the type of cal and relaying response codes to the local
digpatch center (Klunk, December 2 1997). Cal coding isa part of an overadl emergency

medica dispatch system by which calls are given designations based on severity.
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The system should be part of an overdl operationd program within a given agency for
medical responses (Clawson/Martin, 1995).

Fire chiefs and other public safety officids throughout the State of New Hampshire are
opposed to the new program. According to these officials, loca control is paramount to
the success of an EMS system (Klunk, December 4,1997). Jeff Clawson, who is regarded
by some as the foremost expert on emergency medical dispatch (EMD), states that before
acdl coding system can be established, each loca stuation must be studied and planned
for. He further states that medica control from the loca controlling hospital is mandatory
(Clawson/Hauert, 1995).

Summary

The literature review was used to determine the historical context of the current
enhanced 911 system. Relevant information regarding the concept of E-911 aswell as
specific information regarding statewide systems was evaluated. Recent developmentsin
the New Hampshire system have changed the system from what was originally proposed.
These devel opments were discovered via the newspaper, and not from any
communications from the sate E-911 agency. Many in the public safety field found out

about these changes in the same manner.



12

PROCEDURES

The purpose of this research project was to evauate the current enhanced 911 system
in New Hampshire as compared to the original conception of the program. Theresearch
was higtorical research in that the literature review was conducted to explain the proposed
E-911 system from planning to inception. Literature dedling with enhanced 911 systems
generdly, and statewide systems in particular proved to provide the foundation for the
project. The literature review was also used to describe the current state of the enhanced
911 system.

The research was evauative research in that information gathered through historica
research was compared and applied towards the current state of the enhanced 911 system
in New Hampshire. Of most importance was the comparison between what was
originaly envisioned and the current state of operations. To gauge the sentiments of the
public safety community, a survey insrument was developed and disseminated.

The survey (Appendix A) was developed to address key concerns among thosein the
public safety field as well as to evauate the current condition of the E-911 systemin the
higorica context of it’sinitid development. The survey was disseminated to 100 fire
and police officias throughout the State of New Hampshire. The individuals were
chosen based upon their responsbilities for emergency response as well as dispatching.

Assumptions and Limitations

The most important assumption is that literature related to emergency medica dispaich

and 911 systems gpplies generdly to the New Hampshire system.



13

While New Hampshire has a satewide system (one of only three in the country) it does
not operate in the same manner as the other systems. Thisfact proved to limit the amount
of information that could be used in the literature review. No relevant information could
be found that addresses the specific guiddines found in New Hampshire. Therefore,
generd information related to 911 systems and medical dispatch was used.

The technical committee report (1992) was used as a basis because it was the only
guiding document used to develop the 911 system in New Hampshire. Thislimitation

caused the research project to be guided by this report aswell as the survey.
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RESULTS

A survey (Appendix A) was conducted to gauge the public safety sentiment towards
the current 911 systlem. The results of this survey are included in the following
guestions.

Answers to Research Questions

. Research quedtionl. The technical committee report (1992) was used as aguiding

document to organize and operate the enhanced 911 system in New Hampshire. This
document outlines specific actions to be avoided aswell asto be taken. This report
includes provisons for loca control, which ensured that only one public safety answvering
point would be needed because no dispatching would take place at the sate leve.

Further, any changes that occurred within the sysem would have to take place within
the rule making system outlined in the law (RSA 106-H:7). After hitorical research,
evauation shows that the current system of call coding and emergency medica dispatch
directly contradicts the technical committee report as well asthe state statute. Survey
results show that amgority of the public safety officias do not agree with these current
operations.

Research question 2. The current operations of the enhanced 911 system are dictated

by state law. The statute (RSA 106-H) outlines generd requirements for the
adminigtration and operation of the system. Specific requirements related to the type of
operations, personnel, and administration shal be made via the rule making process

outlined in the law (RSA 106-H:7). To date, there are no administrative rules enacted.



In addition, automatic numbering identification systems and address indicators were
supposed to be disseminated to local dispatch centers. This dispersd is required under
the statute (RSA 106-H:11). To date, none of these systems have been issued.

Research showed that the system, especialy call coding and medica dispatch, is
operating contrary to the state statute. No rules have been promulgated as required
dictating the type of operations that will be conducted.

Research question 3. Public safety officids within the Sate are divided asto their

knowledge and perception of the E-911 system. The survey prepared for thisresearch
project shows that 79% of those responding are familiar with the origind design of the
system, while 66% are familiar with the current operations. 58% of those officids do not
fed that the current operations match the origina concept and design of the system.

Certain operations cause concern among the public safety officids, these include an
expanded dispatch function aswell aslack of communication from the administrators of
the E-911 system. A dear mgority of public safety officidsin New Hampshire arein
disagreement with the current operations of the system, while still fegling that the concept
of E-911 isgood (Appendix A).

Research question 4.  Evduation through higtorica research and the survey shows that

productive changes can be made to the syssem. The survey (Appendix A) shows that
public safety officias recommend changes that could be made. Theseincluderule

meaking and loca control mechanisms that are part of the origina concept.
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These changes can be made in the historica context in that the origina guiding
document (E-911 Technical report, 1992) can be used for direction. Of most importance,
isthat the state law (RSA 106-H) should be complied with. If this occurred the problems

with the current system would vanish.



17

DISCUSSION

The survey which was prepared for this gpplied research project was used to evauate
how public safety officids perceive the current E-911 system in New Hampshire. The
response of the public safety officidsisimportant to this applied research project to
determine if the origind plans for the E-911 system have been met.

Historical research asto the development of the system, current operations of the
system, and national guidelines was conducted to guide this project. The literature
review provided the basic framework for this research. The E-911 technical committee
report (1992) is the guiding document for the system in New Hampshire. Thisreport
outlines how the system should be established and operated. Thisreport was used asa
guide to enact the sate law (RSA 106-H) that concerned the 911 system. The
information contained in this report, and the resulting state law, described what the
system would be to the public safety community as well as the citizens of the Sate.

While the public safety community in the Sate is comfortable with the sysem overdl,
they do have concerns about certain operations (Appendix A). These concerns are
concentrated on the system beginning call coding and medica dispatch. The survey
shows that public safety officias are not in favor of these new operations.

The system was to be merely an emergency cal transfer point that relayed 911 cdlsto
local digpatch centers (E-911 Technical Report, 1992). Emergency medical dispatching

and call coding are services that should be provided locally. Loca dispaich is



important in that response equipment, personnel, and procedures are guided by medical
control, with follow up quality assurance (Clawvson/Martin, 1995). A datewide system,
such asthe one in New Hampshire cannot provide the same response and quality
assurance as the local center.

This higtorica background of the New Hampshire E-911 system shows that the
operations should be limited to call transfer to locd dispatch centers. In addition, local
dispatch centers were to receive important technology related to automatic addressing
information (RSA 106-H:11). The changes to the system violate these basic
requirements and in large part, are the cause for uneasiness on the part of public safety

officas

18
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RECOMMENDATIONS

After review of the historical information as well as the evauative survey, it is obvious
that changes should be made to the E-911 system in New Hampshire. The origind
concept for this system was for acentralized 911 cdl transfer point that would provide
technology to local digpatch centers (E-911 Technica Report, 1992). By doing this, the
system operates as a statewide agency with loca control. Loca digpatch cernters are then
free to operate under locd guiddines, much like other states with a statewide system
(Holt,1990).

If changes are to be proposed to the system, such as enhanced capability, they should
be made through the proper system outlined in the law (RSA 106-H:7). The statute
provides that the rule making process be used whenever changes are made to the system.

The recommendations of this applied research project are that (1) the E-911 system
follow state law and cease the cdll coding and medicd digpatch functions, and (2) that the
system provide automatic addressing information to local dispatch centers, and (3) to
begin a process of communications with public safety officids to reach consensus asto
the future operations of the system, and further (4) to propose adminigtrative rules that

outline the operations of the enhanced 911 system in New Hampshire.
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APPENDIX A

SURVEY OF PUBLIC SAFETY OFFICIALS

1. Areyou familiar with the origina conceptud plan for E-911 in New Hampshire

Yes 77 (79%)  No 20 (20%)

2. Areyou familiar with the current operations of the E-911 system in New Hampshire ?

Yes 65 (66%)  No 32 (33%)

3. Based upon your initia concept of E-911 in NH, doe you fed that the current

operations fit with your initial concept ? Yes 40 (41%) No 57 (58%)

4. If not, what operations are different ?
Confuangsyssem 3 (3%)
No Loca Control 57 (58%)
EMD & Cal Coding 57 (58%)
Lack of communication 55 (57%)

Expanded Role 54 (56%)
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5. Areyou satisfied that the E-911 system enhances your organizational capabilities ?
Yes 58 (59%) No 39 (40%)
6. What changes could be made to the system to ensure operationa and legidative
requirements are met ?
Rule Making Process 53 (54%)
Trander cdlsonly 50 (51%)
Change law to include additiond services 32 (32%)
Enforce exiging law and intent 60 (61%)
Expand role of E-911 to include dispatch service 3 (3%)
7. If aproposal was made to centralize emergency dispatching, would you be :
Opposed 84 (86%) Infavor 13 (13%)
8. Doesthe E-911 system in New Hampshire serve the needs of the citizens ?

Yes 60 (61%) No 37 (38%)
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